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ChaiǊƳŀƴΩǎ ƳŜǎǎŀƎŜ 
Towards a sustainable future 

At an investor briefing last year, a Transurban security holder asked me to explain our commitment 

to sustainability. I gave an answer from the heart ς I believe in sustainability because I am the father 

of twins, aged eight and I want them to grow up in a world that is worth living in. 

It was an answer that seemed to satisfy the woman who asked it. But I could have gone on to give 

ƘŜǊ ŀƴ ŀƴǎǿŜǊ ŦǊƻƳ ǘƘŜ ƘŜŀŘ ŀǎ ǿŜƭƭΦ IŜǊŜΩǎ ǿƘŀǘ L ǿƻǳƭŘ ƘŀǾŜ ǎŀƛŘΦ 

Like any business, Transurban has a responsibility to generate returns for the people who own it.  Of 

course we have wider responsibilities to the communities we serve and to society as a whole. It is 

through our commitment to sustainability and ethical business practices that we reconcile these 

different responsibilities. 

I will try to explain what I mean by examining three questions: What is sustainability? What does a 

sustainable company look like? And what is the business case for it at Transurban? 

The most commonƭȅ ŀŎŎŜǇǘŜŘ ŘŜŦƛƴƛǘƛƻƴ ƻŦ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ƛǎ άŘŜǾŜƭƻǇƳŜƴǘ ǘƘŀǘ ƳŜŜǘǎ ǘƘŜ ƴŜŜŘǎ ƻŦ 

ǘƘŜ ǇǊŜǎŜƴǘ ǿƛǘƘƻǳǘ ŎƻƳǇǊƻƳƛǎƛƴƎ ǘƘŜ ŀōƛƭƛǘȅ ƻŦ ŦǳǘǳǊŜ ƎŜƴŜǊŀǘƛƻƴǎ ǘƻ ƳŜŜǘ ǘƘŜƛǊ ƴŜŜŘǎέΦ 

A sustainable company is one that runs its business in ways that avoid compromising that ability. A 

company that is committed to understanding its impacts on society and the environment and to 

enhancing them. A company that is honest and open in its governance, in its relationships with 

stakeholders and in the way it manages its impacts.  

The business case at Transurban lies in the nature of our business. As a toll road operator, 

Transurban delivers infrastructure and services traditionally provided by the public sector. We 

charge for something that governments seemingly provide free of charge ς or free at the point of 

use. That is one of the reasons our customers and the communities we serve expect high standards 

from us.  

New road concessions are awarded by governments. And governments are acutely sensitive to what 

customers and communities say about the companies competing for those concessions. 

Sustainability makes good business sense because it helps us manage risks in our existing operations 

and makes us more competitive in winning new concessions. 

Another way of thinking about sustainability at Transurban therefore is as a strategy to align our 

business with the long term interests of our stakeholders. Without their lasting support, we will not 

have a business.  

David Ryan AO 

Chairman 
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Introduction by CEO 

A focus on safety and climate change 

²ŜƭŎƻƳŜ ǘƻ ¢ǊŀƴǎǳǊōŀƴΩǎ ǘƘƛǊŘ {ǳǎǘŀinability Report which covers Financial Year 2008.  

Our sustainability highlights for the year reflect a renewed focus on the safety of our customers and 

our employeesτour number one priority. 

Another important focus for the year was climate change. Our aim in this was to complete the 

development of a formal policy with Group-wide targets for reductions in our Greenhouse Gas 

(GHG) emissions. That aim proved to be ambitious as we worked to integrate three new assets in 

Sydney into our toll road investment portfolio and dealt with the significant demands of our growing 

business in the US. 

The formal climate change policy is therefore still a work in progress. However, we do have 

externally verified figures on our existing emissions. Together with our operational contractors, we 

ǿƛƭƭ ōŜ ŀōƭŜ ǘƻ ƳŜŜǘ ǘƘŜ ǊŜǉǳƛǊŜƳŜƴǘǎ ƻŦ !ǳǎǘǊŀƭƛŀΩǎ bŀǘƛƻƴŀƭ DǊŜŜƴƘƻǳǎŜ ŀƴŘ 9ƴŜǊƎȅ wŜǇƻǊǘƛƴƎ 

System, known as NGERS. Based on Government announcements, we will not be required to 

ǇŀǊǘƛŎƛǇŀǘŜ ƛƴ !ǳǎǘǊŀƭƛŀΩǎ ǇƭŀƴƴŜŘ ŎŀǊōƻƴ ŜƳƛǎǎƛƻƴ ǘǊŀŘƛƴg scheme as our direct GHG emissions are 

ǿŜƭƭ ōŜƭƻǿ ǘƘŜ ǎŎƘŜƳŜΩǎ ǘƘǊŜǎƘƻƭŘ ƭŜǾŜƭǎΦ 

In our home market of Australia, governments and communities are starting to consider the impact 

of new road projects on GHG emissions. We believe these concerns are more likely to change the 

kind of vehicles people driveτparticularly the fuel sources they rely onτrather than stop people 

driving. People value personal mobility and the reality is our cities rely on the motor car.  

However, we believe road operators like us and our construction partners need to consider what 

contribution we can make to reducing GHG emissions. We have outlined a way forward on this, 

ōŀǎŜŘ ƻƴ ǘƘŜ ŎƻƴŎŜǇǘ ƻŦ ΨŎŀǊōƻƴ ƴŜǳǘǊŀƭΩ ǘƻƭƭ ǊƻŀŘ ŘŜǾŜƭƻǇƳŜƴǘΣ ƛƴ ƻǳǊ ǎǳōƳƛǎǎƛƻƴ ǘƻ tǊƻŦŜǎǎƻǊ wƻǎǎ 

DŀǊƴŀǳǘΩǎ ŎƭƛƳŀte change review commissioned by the Australian Government.  

In the past few years, our focus has been on introducing programs and initiatives to drive the 

sustainability agenda and awareness within the business. Financial Year 2008 was largely about 

consolidation and strengthening those programs. 

In the early months of Financial Year 2009, we have started work on further embedding 

sustainability in the day-to-Řŀȅ ƳŀƴŀƎŜƳŜƴǘ ƻŦ ǘƘŜ ōǳǎƛƴŜǎǎ ǿƛǘƘ ǘƘŜ DǊƻǳǇΩǎ ƴŜǿ 9ȄŜŎǳǘƛǾŜ 

Committee, appointed in August, taking a leadership role. 

Our basic thinking about sustainability has not changed. We still believe it is right to be a good 

corporate citizen that treats its customers and employees well, acts to ensure their safety, cares 

about the environment and has broad community support. We will therefore continue to focus our 

ǇǊƻƎǊŀƳǎ ŀǊƻǳƴŘ ǘƘŜ ΨŦƻǳǊ ǇƛƭƭŀǊǎΩ ƻŦ ƻǳǊ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ŀƎŜƴŘŀΥ 

 Customers  
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 Communities 

 Environment 

 Employees 

In June 2008, we introduced a new business framework for Transurban, known within the business 

ŀǎ Ψ¢ƘŜ ²ƘŜŜƭΩΦ Lǘ ƛŘŜƴǘƛŦƛŜǎ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ŀǎ ƻƴŜ ƻŦ ǘƘŜ ƪŜȅ ŘǊƛǾŜǊǎ ƻŦ ǘƘŜ DǊƻǳǇΩǎ ŎƻǊǇƻǊŀǘŜ 

reputation and total security holder return. 

 

Members of our Executive Committee now have sustainability as one of their five team 

accountabilities. They will ensure that specific sustainability targets are included in the performance 

plans of the managers best placed to achieve them. The in-house Sustainability Team will continue 

to play an important leadership, advice and reporting role. 

These changes are designed to further strengthen our performance on sustainability.  

Many people across our businessτfrom the employees who keep our roads safe to the Board 

members who sit on our Sustainability Committeeτcontribute to the sustainability agenda at 

Transurban. Their passion and commitment are excellent.  

This year we received external validation for our sustainability performance from the Dow Jones 

Sustainability Indexes and the Carbon Disclosure Project for the third consecutive year.  We look 

forward to building on these efforts in the coming year. 

Chris Lynch 

CEO 
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About this report  

Scope 

This is Transurban's third sustainability report. It covers our community, employee, environmental 

and customer activities from 1 July 2007 to 30 June 2008, unless otherwise stated.  

We intend to continue to report annually on our sustainability progress.  

Most of the data and information in this report comes from our Australian roads as they make up 96 

per cent of assets worldwide. The report covers Transurban corporate offices in Australia and our 

100 per cent owned toll roadsτCityLink in Melbourne and Hills M2 in Sydney.  

While we are the customer service and tolling operator for Westlink M7 in Sydney, at the time of the 

report, we owned 47.5 per cent of the road (in August 2008, we increased our stake to 50 per cent). 

Westlink Motorway Limited has provided information on key aspects of their business, which is not 

covered by the Sustainability Report's assurer, Net Balance Management Group.  

In Sydney, we also have interests in three other motorwaysτthe Eastern Distributor (75.15 per cent 

stake), the M4 (50.61 per cent) and M5 (50 per cent). In FY08, we started collecting environmental 

performance data for these roads.  

This year, we have started reporting on the environmental and social impacts of Pocahontas 895 in 

Virginia in the US, which we acquired the right to operate and manage in June 2006. We have also 

included information on our Capital Beltway HOT Lanes project in Washington DC, which reached 

financial close in December 2007 and is now under construction. 

Some of the reported data is collected by our major road operations contractorsτTranslink 

Operations Pty Ltd (TLO) for CityLink and Bilfinger Berger Services (BBS) for Hills M2. We believe that 

the work they carry out for our assets forms part of our social and environmental footprint. 

Target audiences  

Our audiences for the Sustainability Report are both internal and external stakeholders. They include 

employees, customers, community, investors, analysts, governments, non-government organisations 

and opinion leaders.  

Stakeholder feedback 

Between April and July 2008 we conducted research with key stakeholders to get feedback on our 

2007 Sustainability Report. There were 34 participants.  

Overall stakeholders were very positive in their evaluation of last year's report.  

More than 70 per cent indicated the report addressed the issues of most concern to them. 

They believed the report publicly positioned Transurban as an industry leader by demonstrating 

awareness of its environmental and community impacts. 
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Key stakeholder recommendations 

 Stakeholders recommended addressing the following issues in future Sustainability Reports: 

 ¢ǊŀƴǎǳǊōŀƴΩǎ ŀǇǇǊƻŀŎƘ ǘƻ ƛƴǘŜƎǊŀǘŜŘ ǘǊŀƴǎǇƻǊǘ ǎƻƭǳǘƛƻƴǎ ŀƴŘ ǊŜŘǳŎƛƴƎ ǘǊŀŦŦƛŎ ŎƻƴƎŜstion.  

 Carbon footprint monitoring and reporting about carbon trading schemes.  

 ¢ǊŀƴǎǳǊōŀƴΩǎ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ƛƴƛǘƛŀǘƛǾŜǎ ŀƴŘ Ƙƻǿ ǘƘŜȅ ƳŜŜǘ ŎƻƳƳǳƴƛǘȅ ƎƻŀƭǎΦ  

 Noise pollution, water and land management, and recycling.  

 ¢ǊŀƴǎǳǊōŀƴΩǎ ƛƴǘŜǊƴŀƭ ǿƻǊƪƛƴƎǎΣ ƛƴŎluding more details on work safety and reporting on 

Human Resources policies.  

 /ƭŜŀǊŜǊ ŘŜŦƛƴƛǘƛƻƴǎ ƻŦ ΨǎǳǎǘŀƛƴŀōƛƭƛǘȅΩΣ ǇŀǊǘƛŎǳƭŀǊƭȅ ŀǊƻǳƴŘ ΨƻǊƎŀƴƛǎŀǘƛƻƴŀƭ ǎǳǎǘŀƛƴŀōƛƭƛǘȅΩ ŀƴŘ 

ΨǎƻŎƛŀƭκŜƴǾƛǊƻƴƳŜƴǘŀƭ ǎǳǎǘŀƛƴŀōƛƭƛǘȅΩΦ  

GRI accordance 

This report is based on G3 guidelines published by the Global Reporting Initiative (GRI). GRI is a 

multi-stakeholder network that is considered to set the global standard for reporting in 

sustainability.  

The GRI G3 provides us with a comprehensive framework that helps us assess and track our 

economic, social and environmental performance. It also provides us with a useful benchmark 

against other global companies.  

GRI have rated our report at an A+ level. 

For more information on the GRI visit www.globalreporting.org  

We also review our reporting against other sustainability performance indicators such as the Dow 

Jones Sustainability Indexes and FTSE4Good Index.  
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About Transurban 

At a glance 

Transurban is an international toll road developer and manager with assets in Australia and the 

United States. We aim to create innovative and sustainable transport solutions for people and 

businesses.  

Transurban is listed on the Australian Securities Exchange (ASX), where it is ranked within the Top 50 

companies.  

At the date of this report, Transurban had interests in seven roads in Australia and the US. They are 

CityLink in Melbourne, Hills M2, Westlink M7, Eastern Distributor, M4 and M5 in Sydney and 

Pocahontas 895 in Richmond, Virginia.  

In December 2007, Transurban reached financial close on a project in Virginia that involves creating 

High Occupancy Toll (HOT) Lanes on a section of the Capital Beltway (I-495) ς the ring road around 

Washington, DC. It is now under construction. 

Transurban manages three customer tolling brands in AustraliaτCityLink, Roam and Roam Express.  

Our head office is in Melbourne, Australia with other offices in Sydney, New York, the Washington 

DC area, and Richmond, Virginia. In FY08, we opened an office in Atlanta, Georgia, another heavily 

congested region of the US.  

We employ more than 700 people and have more than five million account and non-account 

customers globally. 1 

The principal entities within Transurban Group are Transurban Holdings Limited, Transurban 

Holdings Trust and Transurban International Limited. Transurban Limited is a subsidiary of 

Transurban Holdings Limited.  

                                                           
1
 Account customers represent actual tag and video accounts held with Transurban entities. Non-account 

customers includes an estimate for tag account customers with RTA, E-way and Cross City Motorway who use 

Transurban roads plus an estimated number of individual customers who use either cash, video passes, 

deferred toll notices in NSW or late toll invoices in Victoria. 
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Economy 

Mobility is key to economic development. Businesses need road, rail, shipping and air networks to 

transport goods and services to markets, while people need them to get to jobs and use basic 

services. (World Business Council on Sustainable Development)  

Our electronic toll roads and innovative technology indirectly aid the flow of commerce by getting 

people to work and by helping businesses deliver goods and services efficiently.  

As one of Australia's Top 50 companies, the direct economic impacts of our business extend to our 

employees, investors, the community and the government through wages, dividends, sponsorships 

and donations, and taxes.  

 

ThrŜŜ ƪŜȅ ƳŜǘǊƛŎǎ ƛƭƭǳǎǘǊŀǘŜ ¢ǊŀƴǎǳǊōŀƴΩǎ ŦƛƴŀƴŎƛŀƭ ǇŜǊŦƻǊƳŀƴŎŜ ƛƴ C¸луΥ ƘƛƎƘŜǊ ǘƻƭƭ ŀƴŘ ŦŜŜ ǊŜǾŜƴǳŜΣ 

increased EBITDA (Earnings Before Interest, Tax, Depreciation and Amortisation) and improved free 

cash flows from operations. 

Group toll and fee revenue, adƧǳǎǘŜŘ ǘƻ ǊŜŦƭŜŎǘ ǘƘŜ ǇǊƻǇƻǊǘƛƻƴ ƻŦ ¢ǊŀƴǎǳǊōŀƴΩǎ ƻǿƴŜǊǎƘƛǇ ƛƴ ŜŀŎƘ ƻŦ 

its assets, rose 34 per cent to $766.6 million. This included the first full year contribution of the 

Sydney Roads Group assets acquired in June 2007. 

¢ƘŜ DǊƻǳǇΩǎ ƴŜǘ ƭƻǎǎ ŀŦǘŜǊ ǘŀȄ ǿŀǎ $140.5 million compared to a $152.2 million loss the year before. 

Transurban will continue to report accounting losses for several years, as we depreciate our assets. 

The Group believes it is more relevant to consider earnings metrics before depreciation is taken into 

account. This is because depreciation is a non-cash item. Transurban has fixed concession lengths on 

all its assets and all maintenance and repair costs for the life of the concessions are factored into the 

cash flows of the business. 

As such, EBITDA is considered a more appropriate measure of toll road performance. 

On a proportional basis, adjusted to reflect the contribution of individual assets in proportion to 

¢ǊŀƴǎǳǊōŀƴΩǎ ƻǿƴŜǊǎƘƛǇΣ 9.L¢5! ǊƻǎŜ мф ǇŜǊ ŎŜƴǘ ǘƻ ϷпфуΦс ƳƛƭƭƛƻƴΦ CǊŜŜ ŎŀǎƘ Ŧlow is the other 

important metric on which to gauge the performance of the Group. 

In FY08 free cash from operations was $316.5 million, a 133 per cent increase on the previous year. 

Transurban has recorded consistent revenue growth on all of its assets over the years it has owned 

them. For example, CityLink in Melbourne has delivered 7.1 per cent compound annual growth in 

toll and fee revenue over the past seven years.  
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¢ǊŀŦŦƛŎ ƎǊƻǿǘƘ ƻƴ ¢ǊŀƴǎǳǊōŀƴΩǎ ǊƻŀŘǎ Ƙŀǎ ŎƻƴǘƛƴǳŜŘ ŘŜǎǇƛǘŜ ƘƛƎƘŜǊ ǇŜǘǊƻƭ prices. We have been 

ǿƻǊƪƛƴƎ ǿƛǘƘ !ǳǎǘǊŀƭƛŀΩǎ bŀǘƛƻƴŀƭ LƴǎǘƛǘǳǘŜ ƻŦ 9ŎƻƴƻƳƛŎ ŀƴŘ LƴŘǳǎǘǊȅ wŜǎŜŀǊŎƘ ǘƻ ōŜǘǘŜǊ ǳƴŘŜǊǎǘŀƴŘ 

the relationship between economic factors and toll road patronage. To date our studies indicate that 

the direct impact of fuel prices in isolation has not been significant in Australia. 

Supplier network 

We contribute to the wider economy through our business relationships with a diverse network of 

suppliers.  

We have contact with over 1500 suppliers of goods and services in Australia and North America. In 

FY08 our total spend was over $289 million. Almost 95 per cent of our suppliers were based in 

Australia.  

The top five Australian suppliers were:   

 Abigroup Contractors Pty Ltd (civil, building and asset maintenance) 

 Salesforce Australia (call centre)  

 Leighton Contractors P/L (infrastructure investment) 

 Transfield Services (infrastructure maintenance and operations)  

 Kapsch trafficcom (electronic tolling) 

The top five North American suppliers were:   

 J.T. Magen & Company (construction management) 

 Orrick, Herrington & Sutcliffe (legal services) 

 VMS (infrastructure maintenance and operations) 

 PriceWaterhouseCoopers (accounting and tax services) 

 Sullivan & Cromwell (legal services)2 

                                                           
2
  The list excludes payments to the Australian Taxation Office and other government agencies, 

superannuation contributions, rent for ex-patriate employees, Foreign Tag Operator (FTO) payments, 

employee reimbursements, petty cash, ¢ǊŀƴǎǳǊōŀƴΩǎ ŜƳǇƭƻȅŜŜ social club and donations.  
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Capabilities  

Transurban is a multi-faceted business.  

It has key capabilities in a range of areas including:  

 Full electronic (open road) tolling  

 Road performance and safety 

 Traffic modelling  

 Financial management  

 Concession management  

 Project development  

 Project delivery  

 Stakeholder engagement, and  

 Customer service.  

Values  

 

Our values drive the way we do business.  

In April 2008, new Chief Executive Officer Chris Lynch outlined new company values: honesty, 

integrity, humility and accountability. 

Since the new values were announced, a working group has been set up to develop a 

communications plan. In FY09, we expect to roll out the plan and hold a range of activities for 

employees to flesh out the new values and promote them as the basis of our business activities.  
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Our assets 

Transurban has interests in the following toll roads:  

 CityLinkτ100 per cent owned 

 Westlink M7τ47.5 per cent owned (our stake rose to 50 per cent in August 2008) 

 Hills M2τ100 per cent owned  

 M1 (Eastern Distributor)τ75.15 per cent stake as of September 2007  

 M4τ50.61 per cent stake  

 M5τ50 per cent stake 

Transurban also has a 75 per cent stake in drive, our co-investment vehicle in North America, which 

wholly owns Pocahontas 895 in Richmond, Virginia and has 90 per cent interest in the Capital 

Beltway HOT Lanes. 

About CityLink 

Key facts  

 22-kilometre motorway in Melbourne, Australia  

 Connects three major urban freewaysτthe West Gate, Tullamarine and Monash  

 Incorporates two long tunnels (Burnley and Domain Tunnels are 3.4 kilometres and 1.6 

kilometres respectively), one major bridge, an elevated roadway and 17 interchanges.  

 One of the world's first fully electronic toll roads  

 Tolled by section for account users  

 Opened to traffic in August 1999 

 100 per cent owned and managed by Transurban  

 Concession until 2034   

www.CityLink.com.au  

http://www.citylink.com.au/
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Key events in FY08  

 Traffic volume for the year was 247.9 million transactions, and toll and fee revenue was 

$362.8 million. 

 Customer account numbers grew by 7 per cent to 864,000 at 30 June 2008 (customers with 

non-Transurban accounts also use our roads). 

 Construction started on the $1.4 billion Monash-CityLink-West Gate upgrade. The projectτa 

partnership between Transurban and the Victorian Governmentτwill significantly relieve 

congestion at peak times and is forecast to ultimately lift traffic on CityLink by 7 per cent.  

 We completed the CityLink Tunnel Safety Project ς an $11.7 million project to enhance 

safety in the Domain and Burnley tunnels in Melbourne.*3  

 We committed over $160,000 to local communities in Victoria through a range of 

partnerships and sponsorships. We also contributed almost $60,000 in toll waivers. 

About Hills M2 

Key facts  

 21-kilometre motorway in Sydney, Australia  

 Links to Westlink M7 and Lane Cove Tunnel  

 One 480 metre long tunnel 

 Opened to traffic in 1997  

 Currently tolled with a combination of electronic toll collection and cash toll plaza lanes  

 Previously operated by the ASX listed Hills Motorway Group  

 100 per cent owned and managed by Transurban since June 2005  

 Concession until 2042  

www.hillsm2.com.au  

                                                           
3
 We have referred to this initiative in other collateral as a $12.5 million project as this was the budgeted 

amount.  

 

http://www.hillsm2.com.au/
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Key events in FY08  

 Traffic volume for the year was 33.8 million trips, and toll and fee revenue was $120.6 

million. 

 Talks continued with the New South Wales Government on our proposal to widen and 

upgrade sections of the road and improve traffic management and safety.  

 Roam Express customer account numbers stood at about 76,700 at 30 June 2008 (customers 

of other tolling providers also use Hills M2). Roam Express is owned by Transurban.  

 We committed almost $210,000 to local communities in NSW through a range of 

partnerships and sponsorships.  

About Westlink M7 

Key facts  

 40-kilometre motorway in Sydney, Australia  

 47.5 per cent Transurban owned (our stake rose to 50 per cent in August 2008)  

 Transurban operated tolling and customer service through Roam  

 Opened to traffic in December 2005  

 Connects M5, M4 and M2 motorways  

 Australia's only distance-based fully electronic toll road  

 Concession until 2037  

 Key events in FY08 

Traffic volume for the year was 41.8 million trips, and toll and fee revenue was $153.2 million. 

The tag customer base of Roamτthe tolling and customer service provider for M7τgrew by 18.8 

per cent over the year to 175,201 accounts as at 30 June 2008. 

As of August 2008, Transurban owns 50 per cent of Westlink M7. Westlink Motorway Limited, which 

operates the motorway on behalf of the owners, has in FY08 prepared its first Sustainability Report.  

www.westlinkm7.com.au 

http://www.westlinkm7.com.au/
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About M1 (Eastern Distributor) 

Key facts  

 6-kilometre motorway in Sydney, Australia  

 One 1.7 kilometre tunnel 

 75.15 per cent stake as of September 2007  

 Links Sydney's Central Business District, Harbour Tunnel and Harbour Bridge with the city's 

southern suburbs and Sydney Airport  

 Opened to traffic in December 1999  

 Interest acquired at the end of FY07 as part of our acquisition of the Sydney Roads Group 

(SRG)  

www.easterndistributor.com  

Key events in FY08 

 Traffic volume for the year was 17.4 million trips, and toll and fee revenue was $73.7 million. 

 !ƴ ǳǇƎǊŀŘŜ ƻŦ ǘƘŜ 9ŀǎǘŜǊƴ 5ƛǎǘǊƛōǳǘƻǊΩs hybrid tolling system started. 

 ²Ŝ ƘŜƭŘ ƛƴŘŜǇŜƴŘŜƴǘ ǎŀŦŜǘȅ ǊŜǾƛŜǿǎ ƻŦ ǘƘŜ 9ŀǎǘŜǊƴ 5ƛǎǘǊƛōǳǘƻǊΩǎ ǘǳƴƴŜƭǎ ŀƴŘ ǊƻŀŘǿŀȅǎ.  

About M4 

Key facts  

 40-kilometre road in Sydney, Australia  

 50.61 per cent owned by Transurban  

 Links Sydney's western suburbs with the city's inner west  

 Opened to traffic in 1992  

 Combination of electronic and cash tolling, with flat rate tolls charged in both directions  

 Interest acquired at the end of FY07 as part of our acquisition of the Sydney Roads Group 

(SRG)  

www.m4motorway.com.au  

http://www.easterndistributor.com/
file:///C:\Documents%20and%20Settings\mclarkson\Local%20Settings\Temporary%20Internet%20Files\Application%20Data\Application%20Data\Microsoft\Word\www.m4motorway.com.au
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Key events in FY08 

 Traffic volume for the year was 40.6 million trips, and toll and fee revenue was $88.5 million. 

 A $15 million upgrade to the M4 road surface was completed in March 2008. 

 The NRMAτthe body representing New South Wales motoristsτreleased a travel time 

survey in September 2007 showing that a trip on the M4 is more than twice as fast as the 

free alternative route that runs next to it.  

About M5 

Key facts  

 22-kilometre motorway in Sydney, Australia  

 50 per cent owned by Transurban  

 Combination of electronic and cash tolling, with flat rate tolls charged in both directions  

 Opened to traffic in 1992  

 Interest acquired at the end of FY07 as part of our acquisition of the Sydney Roads Group 

(SRG)  

www.m5motorway.com.au  

 

Key events in FY08 

 Traffic volume for the year was 42.3 million trips, and toll and fee revenue was $163.6 

million. 

 We are assisting Interlink Roads (M5 developer and operator) to develop plans to widen the 

road, subject to government approval. 

About Pocahontas 895 

Key facts  

 14-kilometre/9-mile motorway in Richmond, Virginia, US  

 Links Interstates 95 and 295 to create a southern bypass of Richmond  

 Fully opened to traffic in September 2002  

 Transurban manages operations, maintenance and tolling 

 Transurban holds 99-year concession  

http://www.m5motorway.com.au/
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 Transurban will design and construct a 2.5-kilometre road/1.6-mile connecting Pocahontas 

895 with Richmond International Airport. Construction will begin in December 2008. 

 Acquired in 2006 

 Transurban has a 75 per cent stake in drive, our co-investment vehicle in North America, 

which wholly owns Pocahontas 895. 

www.pocahontas895.com  

Key events in FY08 

Traffic grew strongly during the first half of FY08 but dropped during the second half of the year due 

to a combination of a toll price increase, record fuel prices and weaker economic conditions in the 

US.  

About Capital Beltway  

Key facts  

 Reached financial close on the project agreement with the Commonwealth of Virginia in 

December 2007 

 Project involves creating High Occupancy Toll (HOT) Lanes on a section of the Capital 

Beltway (I-495) ς the ring road around Washington, DC. 

 Construction of 22 kilometres/14 miles of electronically tolled HOT lanes between the 

Springfield Interchange and just north of the Dulles Toll Road began in July 2008 

 Two new lanes in each direction, increasing the number from eight to 12 

 Variable toll pricing based on real-time traffic conditions to manage traffic and maintain free 

flow conditions at all times 

 Transurban to build, operate and maintain the HOT lanes over a 75-year operations contract 

period, as well as oversight of design and construction by partner Fluor-Lane 

 Scheduled to open in 2013  

 Transurban has a 75 per cent stake in drive, our co-investment vehicle in North America, 

which has 90 per cent interest in the Capital Beltway HOT Lanes. 

 www.virginiahotlanes.com 

 

 

 

http://www.pocahontasparkway.com/
http://www.virginiahotlanes.com/
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Awards and achievements  

 Listed for the third time in the Dow Jones Sustainability Indexes (DJSI) World List of high 

performing companies. (The listing was announced in FY09) 

 Included in the Climate Leaders Index (Australia/New Zealand) in the Carbon Disclosure 

Project (CDP) for the third year running. (We were notified of our inclusion on the index in 

FY09) 

 Jointly awarded Excellence in Virginia Government Public Private Partnership Award with 

Virginia Department of Transportation. 

 The 2007 Sustainability Report full online version was Global Reporting Initiative (GRI) 

checked and met the content and quality requirements of GRI G3 Application A+. 

 Won Best Early Reporter category in the Association of Chartered Certified Accountants 

(ACCA) Australia and New Zealand Awards for Sustainability Reporting 2007.  

 Member of FTSE4Good Index, the responsible investment index calculated by global index 

provider FTSE Group.  

Governance  

Transurban's corporate governance framework substantially complies with the revised Corporate 

Governance Principles and Recommendations of the Corporate Governance Council of the ASX.  

The relationship between the Board of Directors and management is critical to achieving our 

objectives.  

The directors are responsible to security holders for Transurban's performance. Their key tasks are 

to enhance the interests of security holders and other key stakeholders and to ensure our business is 

properly managed.  

Transurban's day-to-day management and the implementation of the Board's strategic and policy 

decisions are the responsibility of the Chief Executive Officer and senior executives.  

Transurban Infrastructure Governance Framework  

We have introduced the Transurban Infrastructure Governance Framework to support the business 

as it grows. As our roads have different concessions with individual requirements, the framework 

offers structure through a standardised approach. It does this by setting and maintaining standards 

in risk management, governance in road operations and infrastructure service delivery.  

The framework processes are being rolled out in stages. An audit is planned in FY09 to ensure the 

framework is regularly updated and improved.  
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Sustainability governance 

As a long-term investor and manager of toll roads, we are committed to high standards of 

governance in the interests of all our stakeholders, including government, communities, employees 

and investors.  

Transurban has a formal Board-level Sustainability Committee (previously the Corporate Social 

Responsibility Committee). The Sustainability Committee provides advice to the Board of Directors 

and management and oversees the development and implementation of the sustainability program. 

It is chaired by a Board member and includes two other Board members, three external advisors and 

senior Transurban employees.  

The Sustainability Committee reports its actions and recommendations to the Board after each 

Committee meeting. Its charter can be found at www.transurban.com  

The in-house sustainability team develops and manages the day-to-day operations of the 

sustainability program, providing strategic advice, delivering programs and reporting on the 

progress.  

Our focus next year will be on further embedding sustainability across the business. This will involve 

each business unit undertaking sustainability planning and budgeting.Members of our Executive 

Committee will also ensure that specific sustainability targets are included in the performance plans 

of the managers best placed to achieve them.  

 

http://www.transurban.com/
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Embedding sustainability  

The cornerstone of Transurban's investment management process is PACE (Project and Capital 

Expenditure). 

The PACE Committee reviews investment proposals which have a strategic focus or require CEO 

approval to ensure they are evaluated in a consistent and rigorous way. 

These proposals can cover anything from new development projects, mergers and acquisitions, to 

research and development. 

The Committee also approves funding for proposals, either itself or for submission to the Board. Its 

members include the Chief Executive Officer, Chief Financial Officer and General Manager Finance. 

During 2008, we introduced a requirement that environmental, social and economic impacts be 

considered in all project submissions to the PACE Committee at the concept, feasibility and 

commitment stages. 

As the majority of investment proposals are reviewed by PACE, it has been an important step to 

embed sustainability at this high level of decision making. 

To support this process, we have developed a sustainability check list that reflects key sustainability 

indicators from the GRI and updated specific PACE templates.  

Political contributions  

We support the democratic process through political contributions in the communities we serve or 

in new markets. Our aim is to help foster both good government and good opposition.  

Political contributions must meet the legal requirements of the relevant jurisdiction, including laws 

on reporting donations and should be approved by either the Chairman or the Chief Executive 

Officer. 

In FY08 Transurban donated money to political parties and/or candidates in Australia and the US.  

 

Australian political donations reported to the Australian Electoral Commission (AEC) are listed on its website at 

www.aec.gov.au  

Political donations in the US 

Over the last three years, Transurban (USA) Incτpreviously known as Transurban (USA) 

Development Incτhas contributed to a number of political campaigns in the state of Virginia. 

Corporations are allowed to contribute to Virginia campaigns and many do.  Unknown to us at the 

time, Transurban was not permitted to make those contributions under US election laws. 
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We inadvertently made two mistakes. The first was that the funds used for the contributions 

originated from our parent company in Australia rather than from US revenues. Secondly, some of 

the employees involved in the decisions to make the contributions were not US citizens or 

permanent residents.   

²Ŝ ƴƻǿ ǳƴŘŜǊǎǘŀƴŘ ǿŜ ǿŜǊŜƴΩǘ ŀōƭŜ ǘƻ Řƻ ǘƘƛǎ ǳƴŘŜǊ ¦{ ƭŀǿΦ  ²Ƙen we began earning revenue in 

the US in June 2006 after taking on the management of Pocahontas 895, we did not use these 

revenues for our contributions and were not aware of the requirement to do so, so we were in 

technical breach of these laws. 

In February this year we learned that the contributions did not appear to comply with the election 

regulations. We immediately engaged an independent expert legal team, reporting directly to the 

CEO, to review our contributions program and ensure we comply fully with the campaign finance 

laws. 

We also took a number of other actions, which we would like to report here although they fall just 

beyond the scope of the FY08 reporting period. We: 

 Voluntarily reported the mistake to the US Federal Election Commission so that it could 

review the matter to the extent it deemed appropriate   

 Informed all the campaigns involved and asked them to return the money. All the money 

that is returned will be given to the Virginia children's charityτCourt Appointed Special 

Advocates for Children (CASA), and 

 Communicated our mistake to our government partner, the Commonwealth of Virginia, and 

to the news media. 

Overall, we contributed US$172,000 to 90 campaigns in Virginia over the past three years. We have 

made no other contributions in the US. 
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Customers 

Customer service is a cornerstone of our business. More than five million4 customers use our roads 

globally.  

In Victoria, we serve our customers through the CityLink brand and in New South Wales (NSW) 

through our Roam and Roam Express brands. In NSW and Victoria we also consider customers to be 

people who travel on our roads using non-Transurban brand accounts.  

In the US state of Virginia where we operate Pocahontas 895, the customer tolling interface is 

managed by the Virginia Department of Transportation (VDOT) through the Smart Tag Customer 

Service Centre.  

We take a 'customer-first' approach to managing our motorways to help ensure motorists 

experience convenient, efficient and seamless travel.  

This approach ranges from the tolling and customer service technologies used on our roads, to the 

quality of our on-road communications and the level of driver safety.  

Our customer service values  

 Cultivate a customer driven culture which aims to make doing business with us easy.  

 Listen and engage with customers to help us meet their needs and understand their 

concerns.  

 Aim to align our products to the needs of our various customers to ensure flexibility and 

choice. 

 

Tolling Customer Ombudsman 

Transurban customers in Australia who are dissatisfied with our internal customer complaint 

resolution process are able to have their case reviewed by an independent customer ombudsman.  

Customer complaints are initially reviewed internally by the Transurban Customer Resolutions 

Group. Unresolved cases may then be taken to the Ombudsman for further investigation if the 

customer remains dissatisfied. 

                                                           
4
 These include both account and non-account customers. Account customers represent actual tag and video 

accounts held with Transurban entities. Non-account customers include an estimate for tag account customers 

with RTA, E-way and Cross City Motorway who use Transurban roads plus an estimated number of individual 

customers who use either cash, video passes, deferred toll notices in NSW or late toll invoices in Victoria. 
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In FY08, the Transurban customer ombudsman ƳƻŘŜƭ ǿŀǎ ŀŘƻǇǘŜŘ ōȅ aŜƭōƻǳǊƴŜΩǎ ƴŜǿ ǘƻƭƭ ǊƻŀŘ 

operator ConnectEast for its Eastlink road.  

The Tolling Customer Ombudsman now provides a free and independent alternative dispute process 

for customers of CityLink, Hills M2, our Roam and Roam Express tolling businesses and Eastlink. The 

service is currently not available to customers of our partly owned road assets.  

The Ombudsman has the power to make a decision regŀǊŘƛƴƎ ŀ ŎǳǎǘƻƳŜǊΩǎ ŜƴǉǳƛǊȅ ƻǊ ŎƻƳǇƭŀƛƴǘ ŀƴŘ 

the decision is binding. However customers dissatisfied with the decision may seek legal advice. 

In FY08, Transurban's Customer Resolutions Group received in the order of 5,300 enquiries, with 154 

(or around three per cent) going to the Ombudsman. All of these cases were successfully resolved by 

the Ombudsman, after consultation with Transurban.  

For further details, visit www.tollingombudsman.com.au 

 

Customer safety 

Transurban has eight assets and projects in Australia and the US, so safety has to beτand isτour 

first priority. We have a number of initiatives aimed at maximising customer safety on our roads. 

These safety measures include:  

 Weekly road safety inspections to identify deficiencies in road delineations (line markings 

and road furniture), sight distances (how far you can safely see ahead on the road), lighting, 

traffic signs and road marking reflectivity  

 Incident inspections that target defects likely to occur to the drainage structures following 

heavy rain or inspection of footpaths and guard rails after traffic accidents  

 Routine asset inspections that target deficiencies in roadside drainage, roadside furniture, 

roadside amenities and pavement supporting structures  

 ΨdesktopΩ emergency management exercises held in the office every year and field exercises 

conducted every three years on our roads, and  

 In Australia, we conduct an independent road safety audit every five years as well as site-

specific audits any time we change the functionality of the road.   

We independently review tunnel safety systems and practices. All recommendations made by the 

independent auditors are formally recorded and managed through Asset Safety Forums. The forums, 

which include relevant managers and employees, meet to review safety performance and act on 

recommendations arising from internal and external audits. A detailed tunnel safety review was 

undertaken in FY08 for Eastern Distributor. 
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On Pocahontas 895 in the US, our contractor Transfield Services North America Transportation 

Infrastructure (formerly VMS Inc.) provides routine and preventive maintenance including 

landscaping, snow and ice control, pavement management services and bridge inspection services.  

In Australia our emergency response teams provide 24-hour roadside assistance on CityLink and Hills 

M2τour fully-owned assets. They are responsible for removing road debris, directing traffic at 

accident scenes and helping customers who have broken down or are having other difficulties on our 

roads.  

Translink Operations is contracted for traffic control, incident response and environmental 

management on CityLink in Victoria. In NSW, Bilfinger Berger Services Australia performs incident 

response and Transroute provides traffic control room operations on Hills M2. 

Collision index  

We use an internationally recognised index for reporting collision information on our roads. The 

Collision Index outlines the number of collisions per 100 million vehicle kilometres travelled. 

 

Collisions refer to an impact that damages a motor vehicle or an incident requiring maintenance. The 

injury accident is when a person is declared injured at the site of an accident and is taken by 

ambulance for treatment. It also includes fatalities. The CityLink All Accident Index is where there 

has been third party damage and incident response teams are required to respond.  

All = All accidents per 100,000,000 vehicle kilometres travelled 

Injury = Injury accidents per 100,000,000 vehicle kilometres travelled  
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Road fatalities 

There was one fatality on CityLink which involved a two-truck collision. There were no fatalities on 

Hills M2, Eastern Distributor or Pocahontas 895 in FY08.  

 

Safety improvements  

We have completed the CityLink Tunnel Safety Project ҍ an $11.7 million project to enhance safety 

in the Domain and Burnley tunnels in Melbourne. 5 

 In November 2008, the project won the 2008 National Safer Communities Award, sponsored by the 

Federal Government agency Emergency Management Australia. 

The project introduced or improved safety features in the Burnley and Domain tunnels. These 

features included:  

 Life-ǎƛȊŜ ƎǊŜŜƴ ǎŀŦŜǘȅ ǎȅƳōƻƭǎ ƻŦ ǘƘŜ ΨǊǳƴƴƛƴƎ ƳŀƴΩ ǘƻ ƘƛƎƘƭƛƎƘǘ ŜƳŜǊƎŜƴŎȅ ŜȄƛǘ ŘƻƻǊǿŀȅǎ 

 Improved pedestrian safety rails, directional signs and new lighting to help identify exits, and  

 An innovative stencil scheme with distinctive, bright colours for sections of the Burnley and 

Domain tunnel walls.  

A staged evacuation exercise, in FY08, tested the effectiveness of enhancements made to the 

ŜƳŜǊƎŜƴŎȅ ŜȄƛǘǎΦ aƻǊŜ ǘƘŀƴ рл ǾƻƭǳƴǘŜŜǊ ΨŜǾŀŎǳŜŜǎΩ ǊŀƴƎƛƴƎ ƛƴ ŀƎŜ ŦǊƻƳ ǎƛȄ ǘƻ см ǇŀǊǘƛŎƛǇŀǘŜŘ ƛƴ ǘƘŜ 

test. Various measures were used including pedestrian flow rates, time trials and qualitative 

assessments. ¢ƘŜ ΨŜǾŀŎǳŜŜǎΩ ǿŜǊŜ ǊŜǉǳƛǊŜŘ ǘƻ ǳǎŜ ŀƴ exit without enhancements. They then tested a 

version fitted with the new lighting, signage and protective barriers. Between 80 and 88 per cent of 

the participants said the changes made them feel safer.  

We are now using the benefits and features of the CityLink Tunnel Safety Project to develop safety 

improvement programs for our assets in New South Wales. 

                                                           
5
 We have referred to this initiative in other collateral as a $12.5 million project as this was the budgeted 

amount. 
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Case Study: Share the Road campaign  

 

Capital Beltway safety features  

Once it is open to traffic, the Capital Beltway HOT lanes project in Northern Virginia in the US  will 

have a number of safety features to enhance on-road safety and improve emergency services 

access, including: 

 An advanced Intelligent Transportation System (ITS) incorporating dynamic message signs, 

traffic sensors, video-based automatic incident detection and CCTV cover to provide for 

safer operations and traffic management 

 Dedicated incident response teams, with fully equipped service vehicles 

 A 24-hour, seven-days-a-week Operations Centre, built with backup systems to ensure 

availability during power outages  
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 Established protocols and coordination with VDOT and emergency services to minimise 

response timeframes 

 Dedicated entry and exit points with appropriate signage to enable drivers to make safe 

decisions to use the HOT Lanes 

 More consistent travel speeds and travel volumes through the use of dynamic tolling at any 

time during the day (rather than time-of-day-based) to manage congestions levels 

 Toll, traffic and driver information signs to provide information to drivers so they can make a 

decision on whether to use the HOT Lanes before entering, and 

 Improved road surface, line marking and signage as a result of the replacement of more than 

US$250 million of aging infrastructure, including more than 50 bridges and overpasses. 

Pocahontas 895 safety update 

We commissioned external consultants to conduct a safety audit on the Pocahontas 895. As a result 

of the audit, we will start work on several projects in FY09 including: 

 Installing a new security system in PƻŎŀƘƻƴǘŀǎ уфрΩǎ ǘƻƭƭ ōƻƻǘƘ ŀƴŘ ƻŦŦƛŎŜ ŀǊŜŀǎ ǘƻ ƛƳǇǊƻǾŜ 

safety for employees and customers. This system includes cameras throughout the booths 

and offices, a panic-button alarm and two-way intercom system for all booths, and fire and 

security systems for the administration and operations buildings. 

 Beginning the first phase of a major roadside security camera project on the Pocahontas 

895. Cameras are being installed along roughly half of the roadway, from Chippenham 

Parkway in Chesterfield County to the Laburnum Avenue interchange in Henrico County. This 

is the most heavily used section of the motorway. 

 Enhancing safety signage and roadside cameras on the bridge and ramps. 

 Installing new weather monitoring equipment to measure wind velocity, pavement 

temperatures and surface moisture content. 

Emergency management  

We are committed to testing, evaluating and continually improving our corporate emergency 

management plans. Emergency management is an ongoing process essential to our response 

capacity to protect our people, assets and revenue. 

The Transurban Emergency Strategy Team participated in a number of exercises in Australia in FY08 

ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ǘŜŀƳΩǎ ǊƻƭŜΣ ƛŘŜƴǘƛŦȅ ǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎΣ ǘŜǎǘ ǇǊƻŎŜŘǳǊŜǎ ŀƴŘ ƛƳǇǊƻǾŜ ǘƘŜ ƴŀǘƛƻƴŀƭ 

emergency response process.  
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These exercises included:  

Exercise EARLY BIRD, which tested the emergency call-out and notification process in Melbourne. 

The test objectives were achieved with executive team members participating in a review providing 

valuable feedback on individual call-out preparation and related business procedures. 

Exercise DOUBLE TROUBLE, which tested corporate governance procedures and compliance with 

both the CityLink Concession Deed and Terrorism (Community Protection) Act obligations. This 

discussion exercise involved Transurban, emergency services and government departments. The 

Transurban responǎŜ ǿŀǎ ŀǎǎŜǎǎŜŘ ŀƴŘ ŀŎŎǊŜŘƛǘŜŘ ōȅ ǘƘŜ ±ƛŎǘƻǊƛŀƴ DƻǾŜǊƴƳŜƴǘΩǎ 5ŜǇŀǊǘƳŜƴǘ ƻŦ 

Infrastructure and Victoria Police Counter Terrorism Unit.  

Exercise NEXUS, which tested our emergency response notification process during a discussion 

exercise run by Victorian State Government.  

These exercises have brought greater maturity to our emergency response capability through: 

 A major revision of the Corporate Emergency Strategy Team Plan 

 A move to electronic document distribution, and 

 Streamlining the emergency management contacts list and conversion to electronic format. 

Case Study: Hills M2 emergency exercise  
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Customer service 

We aim to provide an efficient, convenient and friendly service.  

CityLink conducts monthly Customer Tracking Surveys, which monitor their satisfaction with their 

experience on the road and in customer service interactions. The June 2008 results show that the 

percentage of customers who agree that CityLink/Transurban is a dependable company has 

increased to 79.5 per cent, up from 63 per cent in September 2004.  

CityLink also uses an independent company to conduct customer surveys to measure satisfaction 

with the call centre, customer service centre and customer care (our back office). More than 520 

customer surveys are conducted per month and a target of 80 per cent customer satisfaction is set.  

In addition, an internal quality assessor monitors 300 random recordings of customer calls each 

month to check for quality of service. This information is used to set customer service targets and 

feedback is used to identify issues where training is required. A target of 80 per cent customer 

satisfaction is set for these surveys and this target is always exceeded. Since introducing the 

customer surveys in November 2006, customer satisfaction levels have increased from 82 per cent 

to 86.9 per cent in 2008.  

In late 2007, our Roam and Roam Express brands in Sydney surveyed almost 400 toll road users 

including account holders, pass users, cash toll payers and non-toll road users on their customer 

service satisfaction. The survey showed that 78 per cent of Roam Express and 80 per cent of Roam 

account holders believed they were getting a dependable service.  

Roam also employs an internal quality assessor to listen to call recordings from the call centre and 

review customer case notes to ensure all processes are applied.  The results are then used to identify 

issues where further training is required or if there are opportunities for improvement in 

procedures.    

Other FY08 initiatives:  

Expanded CityLink Plus so it now operates  at Federation Square in Melbourne and also Melbourne 

International Airport. CityLink Plus is a convenient cashless payment system which allows registered 

customers in Melbourne to pay for their parking at participating car parks by debiting a nominated 

credit card. 

Roam started participating in a mystery shopper program (anonymous spot checks). This program 

measures the performance of the Roam call centre over time and in comparison to other tag 

providers in the NSW and Victorian markets. There were four tag providers surveyed in September 

2008, including the RTA (Roads and Traffic Authority in New South Wales), E-way, CityLink and 

Roam. Roam scored a result of 97 per cent and was rated equal first with E-way. 

As a result of customer feedback, the available credit card payment channels for CityLink and Roam 

were extended to include American Express and Diners Club in mid 2008.  
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How we performed  

To consistently meet community expectations for high levels of service, CityLink and Roam set 

targets and publish data on their performance. These scorecard targets are based on customer 

feedback and are reported publicly every six months.  

In FY08, CityLink met or exceeded all the benchmarks outlined in its customer charter.  

CityLink scorecard  

 

For more details on CityLink's promises, targets and results, visit www.CityLink.com.au  

Roam® scorecard  

In FYO8, Roam met or exceeded all the benchmarks outlined in its customer charter.  

  

For more details on Roam's promises, targets and results, visit www.roam.com.au  

http://www.citylink.com.au/
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Customer privacy 

We are committed to respecting and protecting the personal information of our customers.  

All customer information is managed in accordance with the Federal Privacy Act 1988 and privacy-

specific sections of applicable toll road legislation. In addition, we have developed privacy codes to 

regulate our handling of personal information collected from our customers.  

We regularly review our compliance with privacy policies. These policies are available in the privacy 

sections of our retail websites at www.CityLink.com.au, www.roam.com.au and 

www.roamexpress.com.au  

There were no known incidents of internal fraud involving an employee breach of customer privacy 

in FY08.  

Our commitments 

Outstanding commitments from FY08 

 

New commitments for FY09  

 Introduce interoperable video service for customers to allow casual motorists to travel on all 

toll roads in Victoria and NSW without tags, and  

 Promote the options of using e-statements and e-alerts to our consumer customer base to 

reduce paper consumption. 
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Case Study: Customers  
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Communities 

Transurban manages toll roads over concession periods which can span decadesτin one instance 

for 99 years. We are in business for the long term and are committed to understanding our impacts 

on society by engaging with communities.  

Community Relations Framework  

Transurban's Community Relations Framework provides a consistent approach to community 

relations across all our operations and all stages of our business modelτbidding for projects, 

development and construction, and the operation of our roads. It is designed to allow flexibility in 

dealing with unique local issues.  

The goal of the framework is to contribute to liveability in communities where we operate our roads. 

Its key principles are to:  

 Find common ground with local communities and to identify issues, goals and solutions  

 Commit to long-term partnerships to manage our impact  

 Earn the trust of local communities by listening and responding to what they say, and  

 Be transparent and accountable.  

This framework is supported and implemented by community relations advisors in each of our 

markets.  

We are guided by: the Community Relations Framework and the Transurban Sponsorship Policy.  
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Case Study: Listening to the community  

 




